According to Annex no.21 to Standard Documentation, approved by 
Order of the Minister of Finance of the Republic of Moldova 
no.115 of 15.09.2021 (in force as of 01.10.2021)

SPECIFICATIONS 
Goods/Services
(free translation[footnoteRef:1]) [1:  Translator’s explanatory note: The above translation of the Tender Documents is provided as a free translation from Romanian which is official and bidding version 
] 


1. GENERAL DESCRIPTION INFORMATION
The contracting authority: National Bank of Moldova
The object of the purchase: Software solution for managing business processes
CPV Code: 48400000-2

2. REQUIREMENTS FOR GOODS/SERVICES:
	[bookmark: _Hlk103070461]No. 
	Code CPV
	Name of 
goods / 
services
	Unit of measure-ment
	The amount
	Full technical specification required, Standard of reference
	Estimated value without VAT, MDL

	Lot : The software solution for managing business processes

	1
	48451000-4
	Licenses for the software solution for managing business processes, including 1 year of support from the manufacturer
	

unit
	

1
	









Detailed technical conditions are described in Annex no. 4 of the Specifications (Requirements)
	1 625 000,00

	2
	72212422-3
	Installation and configuration services for the software solution for managing business processes
	service
	1
	
	

	3
	79633000-0
	Training services related to software solution for managing business processes
	service
	1
	
	

	4
	72212422-3
	Services for configurations/developments based on change requests
	man/hour
	50
	
	

	Total estimated value, MDL
	1 625 000,00 



3. THE SPECIAL CONDITIONS ON WHICH PERFORMANCE OF THE CONTRACT DEPENDS
According to Annex No.5 to the Specifications Part II. of the Model – Contract.

Leader of the working group:  
Constantin ȘCHENDRA
Deputy Governor
(digital signature)








Public






Informaţie Publică – Document creat în cadrul BNM.

.



	Annex no.1 
to the Specifications
Technical specifications 
[This table will be completed by the Tenderer in columns 2,3,4,6,7 
and by the NBM – in columns 1, 5] 

	Tender number:  ocds-b3wdp1-MD-1745254202084 from May, 15, 2025

	Tender name: The software solution for managing business processes


 
	Name of goods / services
	The name of the model of the good
	Country of origin
	The producer of the good
	Technical complete required specification
	Technical complete offered specification
	Standard reference

	1
	2
	3
	4
	5
	6
	7

	Lot: The software solution for managing business processes

	1. Licenses for the IT solution for process management, including one year of support from the manufacturer
	
	
	
	In accordance with the detailed technical conditions which are described in Annex no. 4 of this Specifications (Requirements).
	
	

	2. Installation and configuration services for the software solution for managing business processes
	
	
	
	
	
	

	3. Training services related to software solution for managing business processes
	
	
	
	
	
	

	4. Services for configurations/developments based on change requests
	
	
	
	
	
	



[bookmark: _Hlk161749322][bookmark: _Hlk133316462]Signed: _______________ Name: _____________________ Position: ________________

Tenderer: _______________________ Address: _______________________

	












[bookmark: _Hlk161749378]

Annex no.2 
to the Specifications
Price specifications 
[This table will be completed by the Tenderer in columns 5,6,7,8 and 11 as necessary
and by the NBM – in columns 1, 2, 3, 4,9,10] 

	Tender number: ocds-b3wdp1-MD-1745254202084 from May, 15, 2025

	Tender name: The software solution for managing business processes



	CPV
Code
	Name of goods / services
	Units
	Quantity
	Unit price (without VAT)
	Unit price (with VAT)
	Amount
(without VAT)
	Amount
(with VAT)
	Deadline for delivery
	Budget classification (IBAN)
	Discount
%

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11

	Lot: The software solution for managing business processes

	48451000-4
	Licenses for the IT solution for process management, including one year of support from the manufacturer
	license
	1
	
	
	
	
	*The quantity will be determined during the bidding process. Up to 2 months, according to the detailed conditions outlined in Annex no. 4 of the Specifications (Requirements)
	Not applicable
	

	72212422-3
	Installation and configuration services for the software solution for managing business processes
	service
	1
	
	
	
	
	
	
	

	79633000-0
	Training services related to software solution for managing business processes
	service
	1
	
	
	
	
	
	
	

	72212422-3
	Services for configurations / developments based on change requests
	man/hour
	50
	
	
	
	
	Additional developments and change requests will be counted through man-hours work effort and will not exceed the volume of 50 hours and will be paid according to the actual volume requested.
	
	

	TOTAL:
	
	
	
	
	



Signed: _______________ Name: _____________________ Position: ________________

Tenderer: _______________________ Address: _______________________


Annex no. 3 
to the Specifications 
TOTAL COST OF OWNERSHIP (TCO)
[The form shall be used for the Tenderer's response to the financial offer requirements as described in Annex 4 (Requirements) of the Tender Specifications and is intended to describe the components of the Total Cost of Ownership (TCO)]. 
The form is structured as follows: 
	No
	Name
	Period under contract
	Year 2
	Year 3
	Year 4
	Year 5
	Year 6
	TOTAL (EUR/ MDL/ USD)

	1
	Licenses for the software solution for managing business processes, including 1 year of support from the manufacturer
	 
	n/a
	n/a
	n/a
	n/a
	n/a
	

	2
	Standard maintenance and support services from the manufacturer for the licenses of the offered IT solution (after the first year of implementation)*
	n/a
	
	
	
	
	
	

	3
	Installation and configuration services for the software solution for managing business processes
	
	n/a
	n/a
	n/a
	n/a
	n/a
	

	4
	Training services related to software solution for managing business processes
	 
	n/a
	n/a
	n/a
	n/a
	n/a
	

	5
	50 man/hours for configurations/developments based on change requests
	
	n/a
	n/a
	n/a
	n/a
	n/a
	

	TOTAL COSTS
	
	
	
	
	
	
	


*- In case the bidder is unable to specify the support cost offered by the manufacturer at the time of submission, they must indicate the cost/percentage value that will be applied annually to the manufacturer's list price of the offered licenses for the next 5 years;
- In the case of offering subscription-based licenses, the bidder must indicate in item 2 „Standard maintenance and support services from the manufacturer for the offered IT solution licenses” the annual subscription cost for the next 5 years, after the first 12 months of subscription.
Signed: _______________ Name: _____________________ Position: ________________
Public





Tenderer: _______________________ Address: _______________________
Informaţie Publică – Document creat în cadrul BNM.





Annex no. 4
the Specifications  

REQUIREMENTS

1. [bookmark: _Toc378844881]TECHNICAL AND FINANCIAL OFFER REQUIREMENTS
1.1. [bookmark: _Toc378844882]General provisions
1.1.1. This chapter describes the requirements for the format and structure of the offer.
1.1.2. The Tenderer is required to familiarize himself with all instructions, forms, conditions included in this document. 
1.1.3. Tenders must be complete and sufficiently detailed to enable the beneficiary to easily understand all aspects. Tenders shall include the sections described below and shall be drawn up in accordance with the requirements of the specifications. 
1.2. [bookmark: _Toc378844883]Technical offer
1.2.1. The technical offer shall include but not be limited to the following elements:
a. Description of the solution's capabilities and how they can ensure the achievement of the set objectives.
b. Description of the proposed solution, functional and technical architecture, and description of the proposed technology.
c. Proposed licensing policy for the offered solution. Description of the proposed licensing model, existing limitations, possibilities and conditions for license extensions, etc.
d. Description of the training provided for users: the NBM employees in the role of experts in business process management and optimization (6 persons) and system administrators.
e. Description of the deployment services approach: initial solution configuration, deployment of perimeter functionalities, testing and acceptance of the solution and deployment services, etc.
f. The bidder shall submit, as part of its bid, the initial version of the Project Plan listing the most important phases and work packages, major activities, start and end date. The Project Plan shall clearly reflect the total planned duration for the implementation of the solution. 
g. Annexes: Model standard maintenance and support agreement.

1.3. [bookmark: _Toc378844884]Demonstration Session
1.3.1. As part of the tendering procedure, tenderers must demonstrate the capabilities of the tendered solution (as per point 15 of the Call for Tenders).
1.3.2. The demonstration session shall include a presentation in as much detail as possible of the requirements described in the Specification (Requirements) for the solution to be offered. For this purpose, the Offeror shall include in the technical offer the access links to the video recordings of the demonstration sessions. Access to these links shall be provided by the Offeror by communicating to the Contracting Authority the login and password.

1.4. Financial offer and other costs
1.4.1. The financial offer must be drawn up in accordance with Annex No. 2 "Price Specification". The information requested is to be completed in accordance with the categories in the form provided. This project is a fixed-price project with zero cost tolerance (budget), i.e. requests for price increase or revision will not be accepted.
1.4.2. The financial offer is required to include in the fixed budget (zero cost tolerance), a reserve included in the offer price of 50 man-hours for the execution of additional developments and change requests necessary to meet possible needs for adaptation of the solution, based on a change management process proposed by the Offeror.
1.4.3. In addition to the financial offer, the Bidder must provide information regarding the total cost of ownership (TCO) – Annex no. 3. The requested information must be completed according to the categories in the provided TCO form, as TCO is one of the criteria used in the financial evaluation (according to item 14 of the Participation Notice). The TCO must cover a total period of 6 years, including the 1-year standard support from the manufacturer for the licenses of the offered IT solution.

2. OVERVIEW OF THE CURRENT ENVIRONMENT AND PROJECT OBJECTIVES
Goal: To strengthen the governance domain of the NBM by implementing a high-performance business process mapping/graphical modeling/business process design IT solution including with functionalities based on modern technologies, which will ensure a continuous operation of the process description and management function, without data drops and losses, so that the NBM activity is oriented on measured and controlled processes, according to the CMMI model .[footnoteRef:2] [2:  Capability Maturity Model Integration (CMMI) is a form of process improvement, an appraisal program and a service administered and released by Carnegie Mellon University, which is a research university in the United States known for its world-class. According to Carnegie Mellon Univeristy, CMMI can be used to guide process improvement within a project, subdivision or entire organization. CMMI defines the following maturity levels for processes: initial, managed, defined, quantitative management and optimization.
] 

The NBM is a performance-driven institution and its efficient management of processes is aimed at adapting the NBM to the new demands of the external environment in order to continuously contribute to the achievement of strategic objectives.
The governance of the business process management system is based on the General Framework on the business process management system, the purpose of which is to define a system of organization of the management, optimization and performance monitoring of the NBM's business processes, to regulate the methodology applied in the management of the processes and its key elements.
To this end, in line with the transformation strategy, the Business Process Management and Optimization function has been established at the NBM, which is responsible for describing, analyzing and improving business processes, including through continuous digitization and automation, so that the NBM builds a controlled and measurable overall process framework based on the most progressive practices in the field and responsive to the requirements of the changing external environment.
Since the inception of the business process management and optimization function and until now, the description and mapping of business processes has been done using the ARIS Express application, applying the international standard for business process modeling and management - Business Process Management Notation (BPMN).
Within the process management system an important set of elements are used: Activity Process Analysis Sheet (APAS), which describes the defining elements related to the process (objective, stakeholders, input/output data, brief description, KPIs, critical success factors, opportunities for process improvement, etc.), in descriptive/text format (Word); detailed activity process map - in BPMN notation; summary activity process map - in BPMN notation; RACI matrix - table detailing the roles and responsibilities in the process, in Excel format.
At the same time, it should be noted that all business processes are identified within the NBM and categorized in a List of Business Processes. The processes are classified according to an internal classification system, the number of identified processes being 218 processes. The classification of the NBM's business processes is based on the provisions of the Law on the National Bank of Moldova, the Strategic Plan of the National Bank of Moldova and the practices used by Eurosystem central banks. 
It is worth mentioning that with the increasing maturity of the PMS within the NBM, as well as taking into account the continuous transformation of the NBM processes, the requirements for the description and analysis of processes have significantly increased, which is why the need to implement an IT solution based on modern technologies with the following basic task: to provide the NBM with a powerful tool for cartographic description / graphical modeling / design of business processes, using the Business Process Management Notation language.
The scope of this project does not involve the implementation of business process workflows, and the IT solution required by the NBM will not be a solution for managing the entire process lifecycle.
3. REQUIREMENTS
The requirements are structured according to their nature in the following chapters and subsections:
a. [bookmark: _Hlk195609572]Licensing requirements;
b. Functional requirements;
c. Non-functional requirements;
d. Training requirements;
e. [bookmark: _Hlk195621002]Installation and configuration services requirements;
f. Post-implementation maintenance and support conditions.
Each requirement is uniquely identified by a code consisting of the abbreviation of the requirement category and its number.
The tenderer must include in his offer the answer/description (information) regarding the extent to which the proposed solution meets the requirements indicated in Annex No. 5 (Requirements) of this Specification. The tenderer will present this information according to the following requirements:
a. All requirements are classified as "Mandatory" and "Recommended". Important: Submitted offers must ensure compliance with all "Mandatory" requirements, otherwise the respective offer will be subject to disqualification. Compliance of the offers with the "Recommendable" requirements will be considered as an important advantage of the offer, for which additional points will be awarded according to the criterion under evaluation.
b. The tenderer must describe how each individual requirement is met, so as to allow the NBM to have a clear and unequivocal understanding of the offer. Failure to present a reasonable level of details in the offer and/or when the NBM addresses clarifying questions, gives the NBM the right to disqualify the offer.
c. The tenderer must indicate other references in its tender regarding a specific requirement, if applicable (chapter, page, annex, etc.).
d. NBM has the right to disqualify bids if the bidder's response to the requirements is clearly proven to be erroneous. The NBM's clarifying questions and the bidder's answers must precede such a disqualification decision.
The tenderer, at the time of drawing up his offer, will add additional columns in which he will indicate how the offered solution meets the requirements below. If the solution partially meets the requirement: the points that are not met or why the requirement cannot be met will be indicated. Please place "see reference" and indicate in the added column the chapter / page of the technical offer, which covers these requirements. For the „Recommendable" level requirements, the Bidder must indicate the possibility of the system meeting the requirement and whether the financial offer includes the related costs.
To facilitate the evaluation of submitted offers, bidders will prepare their offers with the answers regarding the extent to which the requirements are met, according to the example of the table below:
	Code 
Requirement
	Requirement
	Mandatory
	The tenderer’s answer
	Bidder’s comment
	Reference

	XX.1
	[The text of the actual requirement.]
	[The degree of obligation specified by the beneficiary: <mandatory> și  <recomended>]
	[The tenderer will indicate to what extent his tender meets the requirements by completing the cell with the appropriate option, in accordance with the instructions in each chapter]. 
	[The offeror shall describe how the requirement is met. If the offer partially meets the requirement, the offeror will indicate the points that are not met or why the requirement cannot be met. (No more than 250 words)].
	[The tenderer will place the phrase "see reference" and indicate the chapter / page of the technical offer, which covers the requirement.                                                 If this requirement is (also) mentioned in another section of the offer, the Offeror will indicate the reference - chapter / page].


[bookmark: _Hlk133423783]
3.1 LICENSING REQUIREMENTS
Note: The Bidder will indicate to what extent his offer meets the requirements by completing in the cells in the "Bidder's Response" column with one of the following options: <The requirement is fully met>; <Requirement partially met> or <Requirement not covered>.
This chapter includes the requirements for the licensing model.
	Code Requirement
	Requirement
	Mandatory

	CL.1
	The bidder must include in the offer price all costs associated with the licenses for the solution according to the Buyer’s requirements described in this Specification.
	Mandatory

	CL.2
	All delivered licenses will include one year of support and maintenance, provided by the license manufacturer. The level of support and maintenance services for the solution's licenses must meet the requirements outlined in section 3.6 „Post-implementation maintenance and support requirements”
	Mandatory

	CL.3
	The bidder shall describe the proposed licensing model, justifying why the proposed model is the best for the NBM, and presenting a comparative diagram with the licensing models commonly offered by the bidder in such tenders
	Mandatory

	CL.4
	In order to correctly determine the license requirements for the tendered solution, the following needs of the NBM will be taken into consideration:
a) 7 users with rights to describe, analyze and report business processes - are the experts responsible for managing and optimizing business processes;
b) up to 600 users with the right to view - NBM employees;
c) 2 users with solution administration rights at the technical level - are the administrators of the solution with extended rights to manage, configure the solution.
	Mandatory

	CL.5
	Any potential request for additional information necessary to define the number of licenses shall be sent by the bidder to the NBM address during the question and answer period and will be processed according to the provisions of the standard documentation.
	Mandatory

	CL.6
	The licenses for the solution will be delivered according to the implementation needs, but no later than the final acceptance of the solution. The licenses for the solution will be delivered to the Buyer in accordance with the policies established by their manufacturers..
	Mandatory

	CL.7
	The offered licenses will be either perpetual or subscription-based. Offering a perpetual license will constitute an advantage.
	Mandatory

	CL.8
	The solution must allow for the subsequent expansion of the number of users at the request of the Buyer.
	Mandatory



3.2 FUNCTIONAL REQUIREMENTS
This section sets out the minimum requirements for the functionalities that the IT solution should have. The solution requested in this procurement must meet the minimum functional requirements set out below.
[bookmark: _Hlk133425725]It is expected that the requirements specified in this document can be met by the available applications through parameterization and without extensive customization. Therefore, the scope of this document is limited to describing user needs in such a way that they can be compared with the functionality of existing products. This document is not intended for use as a requirements specification for new system development.
[bookmark: _Hlk190101735]Note: The Bidder will indicate the extent to which their offer meets the requirements by completing the cells in the 'Bidder’s Response' column with one of the following options: <The solution meets the requirement natively>, <Requires additional developments/customizations>, <Requires integration with a third-party solution, included in the offer price>, or <The solution does not meet the requirement>.
	Code Requirement
	Requirement
	Mandatory

	CF.1. 
	The IT solution for business process management must be commercial off the shelf (COTS). No development in this sense is accepted, only configuration or customization of the software product offered. The operating mode of the solution must be On Premises.
	Mandatory

	CF.2. 
	The solution must allow integration with Active Directory for user synchronization and authentication within the system.
	Mandatory

	CF.3. 
	The solution will have English language interfaces for solution users.
	Mandatory

	CF.4. 
	The solution must offer the possibility of process mapping/design in BPMN - Business Process Model and Notation.
	Mandatory

	CF.5. 
	The solution must allow the integration, mapping all the processes carried out within the Authority, ensuring their complete and correct representation as component parts of the system, in order to facilitate a unified and coherent view. The solution must act as a repository of all processes within the authority.
	Mandatory

	CF.6. 
	The solution must allow the import of process descriptions (process diagrams) from the current business process description/mapping software solution used by BNM - Aris Express (.adf format), which is a typical business process modeling solution.	
	Mandatory

	CF.7. 
	The solution must be able to export process descriptions (process diagrams) in commonly used formats: PDF/images.
	Mandatory

	CF.8. 
	The solution will allow the automatic generation of the Responsibility Allocation Matrix (RACI) and other textual documents detailing the essential elements of the process, such as: input data, output data, process events (start, intermediate, stop), information systems used, etc. The generated documents and the RACI matrix will be editable, allowing the addition of additional information and adjustments as needed.
	Mandatory

	CF.9. 
	The solution will provide functionality for establishing connections between processes, enabling the identification and specification of relationships and dependencies between them. The system will enable a clear visualization of interdependencies and flow of activities, thus facilitating a thorough understanding and efficient management of integrated processes.
	Mandatory

	CF.10. 
	The solution must allow integration with the internal Document Management System (DMS), which is an enterprise document management system, with the possibility of easy transfer of data and information between applications (import/export) via APIs, for centralized storage of all documents of the organization.
	Mandatory

	CF.11. 
	The solution will enable the generation of detailed reports/dashboards based on existing primary data in the system and additional data input, providing various forms of visual presentation such as graphs, infographics, charts, tables. These dashboards will facilitate detailed analysis and support decision making within the organization.
	Mandatory

	CF.12. 
	The generated dashboards will be customizable and will have user interactive elements such as filters, selections and adjustment options to allow a detailed analysis tailored to specific needs.
	Mandatory

	CF.13. 
	The solution must facilitate the efficient import of Excel files containing KPIs, providing advanced functionality for automatically uploading and integrating data into the platform. Imported data must be properly processed and mapped to be immediately available for detailed analysis and report generation.
	Mandatory

	CF.14. 
	The solution will enable the generation of dashboards based on business process KPIs, providing a clear and relevant visualization of performance.
	Mandatory

	CF.15. 
	The solution will generate alerts and notifications when KPIs set at system level reach or exceed set limits, to facilitate rapid and corrective intervention
	Recommended

	CF.16. 
	The solution will allow the preservation and access to all process versions, offering the possibility to compare and analyze previous versions by reflecting the evolution of changes and improvements made to the processes.
	Mandatory

	CF.17. 
	The solution will provide possibilities to simulate the described processes with testing and evaluation of how they perform in a simulated environment.
	Mandatory

	CF.18. 
	The solution will enable the possibility of integration with real-time process monitoring systems (e.g. event monitoring and log monitoring) to detect and manage problems and deviations in a timely manner.
	Mandatory

	CF.19. 
	The solution will enable multiple users to work on the same process description/map, facilitating communication and information sharing between team members.
	Mandatory

	CF.20. 
	The solution must have risk management functionalities by business process.
	Recommended

	CF.21. 
	The solution will enable the capture of user actions on the computer, such as clicks, keystrokes and navigations on web pages or in desktop applications, for possible documentation of actions in the process.
	Recommended

	CF.22. 
	The solution allows self-documentation of processes in graphical/narrative form, based on the captures.
	Recommended

	CF.23. 
	The solution will allow for the integration of Artificial Intelligence (AI) technologies (data analysis, graphical description of processes based on narrative description, proposals for improvement) into the functionalities of the information system.
	Recommended



3.3. NON-FUNCTIONAL REQUIREMENTS
This chapter sets out the requirements for the non-functional characteristics that the solution offered must have. The application software requested in this procurement must meet the non-functional requirements set out as follows.
Note: The Bidder will indicate to what extent his offer meets the requirements by completing in the cells in the "Bidder's Response" column with one of the following options: <The requirement is fully met>; <Requirement partially met> or <Requirement not covered>.

	Code Require
ment
	Requirement
	Mandatory

	CNF.1. 
	The proposed solution should be intuitive and simple to configure, operate and manage.
	Mandatory

	CNF.2. 
	The solution must support creating, modifying, processing, storing and accessing textual data in Unicode.
	Mandatory

	CNF.3. 
	The solution will enable integration with local document storage and sharing services, making it easy to access and collaborate on documents and processes in a secure environment, using NBM’S infrastructure.
	Mandatory

	CNF.4. 
	The solution will support integration with Microsoft Office (Word, Excel etc). 
	Mandatory

	CNF.5. 
	User authentication within the application will be based on authenticated sessions at AD (Single Sign-on/Kerberos/SAML).
	Recommended

	CNF.6. 
	The solution must have native pre-integrations, or have built-in functionalities/tools for integration with third party systems. The solution must support at least the following integration modalities: Web Services, LDAP, SMTP/IMAP, File (XML, TXT), command line, databases, etc.
In this respect, the Provider shall present and describe the exhaustive list of functionalities and tools concerned.
	Mandatory

	CNF.7. 
	The solution will allow export of the described processes in Word, Excel, Portable Document Format (.PDF), Portable Network Grapichs (.PNG), Joint Photographic Experts Group (.JPEG).
	Mandatory

	CNF.8. 
	The solution will allow the definition of user groups and roles within the solution, and the association of users within the solution to these groups and roles.
	Mandatory

	CNF.9. 
	It should be possible to define access rights for each user at the functionality level of the solution (depending on the assigned role) or at the document level (depending on the user groups they belong to and the security policies granting rights to those groups).
	Mandatory

	CNF.10. 
	The proposed solution will allow the temporary delegation of rights held by one user to another user.
	Recommended

	CNF.11. 
	The solution will hold views and reports on the access rights existing in the solution. These will be parameterizable according to at least the following parameters: user group / role within the solution, user ID, business entity, business entity property, allowed operations.
	Mandatory

	CNF.12. 
	The solution will have the functionality to manage and monitor authorized users (authentication and authorization, user account management, access level management, activity logging, delegation of rights, etc.).
	Mandatory

	CNF.13. 
	The solution will feature a wide range of formatting styles (font styles, sizes, colors) and predefined/customizable templates.
	Recommended

	CNF.14. 
	The solution must be able to automatically enforce a set of security rules, upon ingestion of documents into the solution and thereafter, based on document metadata/approval steps. This set of rules shall be definable and modifiable by the solution administrator.
	Mandatory

	CNF.15. 
	The solution must allow the exposure of its interfaces to third-party systems through properly documented APIs made available to the Buyer
	Mandatory

	CNF.16. 
	The application user interfaces will be friendly, intuitive and convenient to use.
	Mandatory

	CNF.17. 
	At the document initiation stage, the possibility to attach different information by the initiator, e.g. visualization and inclusion of documents and regulations (laws, procedures, instructions) relevant to the business processes, providing the possibility to access and consult documents directly from the system interface.
	Mandatory

	CNF.18. 
	The solution must ensure a complete history of actions taken and documents produced, including changes made.
	Mandatory

	CNF.19. 
	The solution must ensure the archiving of information of different types, according to certain criteria, deadlines, predefined at system level.
	Recommended

	CNF.20. 
	The solution will be providing real-time collaboration functionalities between users involved in process description and management, possibility to review/comment process models.
	Recommended

	CNF.21. 
	The solution must offer flexible possibilities for sorting, searching, selecting, tagging information in order to streamline the work.
	Mandatory

	CNF.22. 
	The solution will provide the ability to automatically and periodically save users' work progress, so that loss of information in the event of system failures or unexpected errors will not be tolerated.
	Mandatory


	CNF.23. 
	The solution will have the functionality to create backups of the described processes with the possibility to save/restore previous versions of them in case of need or unexpected system errors.
	Mandatory

	CNF.24. 
	The solution must allow process visualization through a web browser.
	Recommended


[bookmark: _Hlk133425830]
3.4. TRAINING REQUIREMENTS
Note: The Bidder will indicate to what extent his offer meets the requirements by completing in the cells in the "Bidder's Response" column with one of the following options: <The requirement is fully met>; <Requirement partially met> or <Requirement not covered>.

	1.  Training services

	CT.1. 
	As part of the project, the Bidder will organize training and knowledge transfer sessions for the Buyer's designated team (experts responsible for process management and optimization, and solution administrators) in order to build the necessary knowledge and skill set to enable the trained team to take over the maintenance and further configuration of the solution in accordance with the needs of the NBM.
	Mandatory

	CT.2. 
	The tenderer shall submit, as part of the tender, a training plan indicating the types of training and the mode (distance, at the Buyer's premises, etc.) and the content/agenda of such training.
	Mandatory

	CT.3. 
	During the training sessions, the Offeror shall make available to the Buyer the complete set of solution documentation, comprising at least the following components:
· User guides
· Administrator guides
· Installation, configuration, back-up, recovery and upgrade guides;
The set of documentation will contain extensive, detailed and up-to-date guides (user manuals, video tutorials, other interactive educational resources), tailored to different user groups (process owner, business analyst, business architects, etc.) able to provide clear and step-by-step instructions for using the solution, to provide practical examples and to cover all relevant aspects of the solution functionality. The accepted languages for the training sessions and materials are Romanian or English.
	Mandatory


[bookmark: _Hlk133915283]
3.5. INSTALLATION AND CONFIGURATION SERVICES REQUIREMENTS
This section covers the requirements for the services to be provided for the successful implementation of the offered solution, final acceptance and go-live of the solution.
[bookmark: _Hlk195626921]Note: The bidder shall indicate the extent to which their offer meets the requirements by completing the cells in the 'Bidder’s Response' column with one of the following options: <Yes – The Bidder’s approach meets the requirement or BNM’s approach>; <Partially Yes – The Bidder’s approach partially meets the requirement/BNM’s approach>; or <No – The Bidder’s approach does not meet BNM’s requirement>.
	Code Requirement
	Requirement
	Mandatory

	CI.1. 
	The solution will be installed and configured within 2 months from the start of the contract. The time tolerance for the entire project is plus 10 working days. 
Time tolerances at the activity level will be distributed as needed throughout the project, by mutual agreement of the Parties. In case a stage/activity is completed later due to time tolerance, the following stage may begin later based on this tolerance, but the overall project time tolerance cannot exceed 10 working days.
	Mandatory

	CI.2. 
	The bidder shall perform the installation and configuration of the solution on the Buyer’s infrastructure. The bidder shall provide a demonstration of the solution and how the requested functionalities have been covered. Based on this and the knowledge transferred during the training period, the Buyer will conduct testing of the solution and its functionalities
	Mandatory

	CI.3. 
	The proposer will configure and adapt the solution to be aligned with the de facto model (according to the Buyer’s needs).
Based on the initial analysis results, the Offeror will implement all agreed configurations/customizations.
	Mandatory

	CI.4. 
	The Offeror shall develop operational procedures for the management of the solution including: installation, modification, backup, restore, etc.
	Mandatory

	CI.5. 
	At the same time, during the implementation period of the IT solution, for any new functionalities/capabilities outside the requirements deriving from the specifications, change requests will be prepared by the Buyer within the limit of 50 man-hours foreseen for this purpose, according to a change management procedure agreed by the Parties.
	Mandatory

	CI.6. 
	Successful fulfillment of the contract will be assessed through a series of formal acceptance tests of deliverables. All testing performed will be required to demonstrate that the Offeror has met each requirement / functionality specified in the Specification, the submitted Offer and the Functional and Technical Solution Specifications.
In this context, in the offer, the Offeror shall set out its own vision of the testing process, describe the test methodologies and tools that will be used to test the solution.
	Mandatory

	CI.7. 
	In evaluating the results of the acceptance tests and with respect to the performance of the solution, the Offeror shall perform remedial measures including upgrading the solution or any component thereunder, or replacing it at no additional cost to the Buyer, so that the solution meets the formally established requirements.
	Mandatory

	CI.8. 
	Final Acceptance is the stage where a verification will be carried out by the parties to demonstrate that the project perimeter is fully covered and delivered according to the established quality criteria. 
The review and assessment of compliance will be carried out from several perspectives:
· all necessary licenses are delivered and accepted according to the conditions set;
· the solution on the production environment is configured and functional;
· all necessary functionalities are present in the solution;
· all documentation accompanying the solution has been updated and submitted;
· all instructions / setup manuals / have been delivered;
· training and knowledge transfer were carried out according to the established criteria;
· any other documentation or deliverables expected to be delivered, are up to date and fully submitted by the Selected Bidder.
The final acceptance stage will be finalized with the drawing up of a final acceptance deed, which will be signed by both parties on a date agreed in advance.
	Mandatory

	Requirements against acceptance criteria

	CI.9. 
	Acceptance criteria will be established and coordinated with the Buyer at the beginning of the initiation phase. The criteria listed below are minimum and will not be subject to elimination.
· The deliverables of the project shall be delivered to the Buyer according to the specifications.
· The Buyer has no objections as to the integrity and correctness of the Deliverable in accordance with the quality and other criteria agreed by the Parties.
· Deliverables meet the expectations and requirements of the Buyer - in terms of clarity, level of detail, structure, content, etc.
· The Deliverables are in line with the quality standards agreed between the Buyer and the selected Tenderer. 
	Mandatory



3.6 CONDITIONS FOR MAINTENANCE AND POST-IMPLEMENTATION SUPPORT
The purpose of the post-implementation support and maintenance services is to ensure the following objectives for the Buyer:  
a. The functionality offered by the solution will be aligned over time to the changing business needs of the Buyer;  
b. Incidents and problems encountered when using the solution will be addressed and resolved in a timely manner, with minimal impact on the NBM's work.
In order to achieve these objectives, the post-implementation support and maintenance services are to be provided by the Selected Bidder according to the following requirements:
Note: The bidder shall indicate the extent to which their offer meets the requirements by completing the cells in the 'Bidder’s Response' column with one of the following options: <Yes – The Bidder’s approach meets the requirement or BNM’s approach>; <Partially Yes – The Bidder’s approach partially meets the requirement/BNM’s approach>; or <No – The Bidder’s approach does not meet BNM’s requirement>.
	Code Require
ment
	Requirement
	Mandatory

	CP.1. 
	After the delivery of the licenses, but no later than the final acceptance of the solution, the standard maintenance and support option from the solution manufacturer will be automatically activated. 
The maintenance and support period will be 12 months from the date of activation of this option.
	Mandatory

	CP.2. 
	The offer will indicate the maintenance and support services provided by the license manufacturer for 5 consecutive years and for each individual year. 
	Mandatory

	CP.3. 
	The bidder shall ensure access to standard maintenance and support services from the solution manufacturer under the following minimum conditions:
1. Technical Support:
· Support must be provided through multiple channels (phone, email, live chat, online platform),
· Support must be available on working days in accordance with the legislation of the Republic of Moldova, during the time interval from 09:00 to 17:00.

2. Maintenance:
· Functional improvements: Updates for adding new functionalities or enhancing existing ones,
· Major upgrades: New software versions that include extended functionalities or significant changes to the solution,
· Ensuring access to the resolution of bugs reported by the Buyer by providing patches in new versions of the solution,
· Periodic security updates.

3. Access to Documentation and Resources:
· Updated documentation: Provision of manuals, guides, tutorials, and other relevant documents for the use of the solution,
· Access to training sessions, webinars, or seminars for users, access to the knowledge base (e.g., forums, FAQs, support articles).
	Mandatory

	CP.4. 
	The Bidder will have a Customer Support Center, to which all support requests from the NBM will be directed.
	Recommended

	CP.5. 
	The vendor will provide an integrated online technical support and maintenance mechanism that would allow users to access support and receive help in real time (e.g. chat-live, email support, etc.).
	Recommended

	CP.6. 
	The bidder shall provide the necessary assistance for testing and installing updates (including new versions and patches) in the operational environment.
	Recommended

	CP.7. 
	The tenderer shall describe standard maintenance and support conditions from the manufacturer (SLA - Service Level Agreement).
	Mandatory


























Annex no.5 
to the Specifications
 
CONTRACT – MODEL
	
CONTRACT No. 
for procurement of goods/services
I. GENERAL PART
(MANDATORY)

	Object of acquisition: ________________________________________________________________


	CPV code: ________________________________________________________________________
“___”____________20__                                                                                            mun. Chișinău

	

	Supplier of Goods
	Contracting Authority

	___________________________________________, 
    (complete name of the company, association, organization), represented by ________________________,
(position, name)
who acts according to the _________________,
                  (governing act)
hereinafter named Supplier
______________________________________,
(number of registration in the Economic Operators Register)
of the one part,
	NATIONAL BANK OF MOLDOVA, represented by the Deputy Governor __________________________________,
(position, name)
who acts pursuant to the Law on the National Bank of Moldova no.548/1995, with further completions, hereinafter named Buyer, _____________________________________,
(number of registration in the Economic Operators Register)
of the other part,


(both hereinafter referred to as ”Parties”) have concluded this contract relating to the following:
a.	The procurement of ___________________________________________________________, hereinafter referred to as Goods and Services, in accordance with the public procurement procedure, no.______ on the basis of decision of the working group of the Buyer of "__” __________20__.
b.	The following documents will be considered integral parts of the Contract:
1. Annex no.1: Price Specification of Goods and Services (including list of deliverables to be delivered under the Contract);
2. Annex no.2: Project Plan;
3. Annex no.3: Project team of the Supplier (association members or/and subcontractor);
4. Annex no.4: Terms and conditions of support and maintenance for the first year post-implementation warranty;
5. [bookmark: _Hlk162283640]Annex no.5: The Specifications;
6. Annex no.6: Technical Offer  (extract from the offer);
7. Annex no.7: Commitment to comply with the Buyer's security requirements; 
8. [other documents as needed, for example, drawings, graphics, forms, provisional and final reception protocol, etc.]
c.	In the case of discrepancies or inconsistencies between the component documents of the Contract, the documents will have the order of priority in the way listed above.
d.	As a countervailing duty of the payments to be made by the Buyer, the Supplier undertakes to deliver Goods to the Buyer and to suppress their faults in accordance with the deliverys of the Contract in all respects.
e.	The Buyer undertakes to pay to the Supplier, as consideration for the delivery of the Goods, the Contract price within the time and in the manner set out in the Contract.
1. [bookmark: _Hlk162282337]Object of the Contract
1.1. The Supplier undertakes to deliver the Goods/provide the Services according to the Specification, which is an integral part of this Contract.
1.2. The Buyer undertakes, in turn, to pay for and accept the Goods/Services delivered/provided by the Supplier.
1.3. The Goods/Services delivered/provided under the Contract shall meet the standards listed in the Specification. 
1.4. The warranty/validity periods of the Goods/Services are indicated in Specification.

2. [bookmark: _Hlk162282577]Terms and Conditions for delivery
2.1. Delivery of Goods and/or Services shall be carried out by the Supplier, at the Buyer's address: MD-2005, mun. Chisinau, bd. Grigore Vieru 1 within the terms indicated in the Specification of this Contract.
2.2. The accompanying documentation for the Goods/Services includes:
a) Fiscal invoice;
b) The Acceptance Act (according to the phase);
c) [bookmark: _Hlk162278468]The Act of provision of warranty service;
d) Payment invoice. 
2.3. The original documents referred to in point 2.2 shall be presented to the Buyer at the latest upon delivery of the Goods and provision of the Services. The delivery of the Goods and  provision of the Services shall be deemed completed when the above documents are presented.

3. The price of the Contract and payments conditions
3.1. The price of Goods delivered and/or Services provided under this Contract is set in EUR/USD/MDL(as the case), as indicated in Annex no.1 of this Contract.
3.2. The total amount of this Contract, including TVA/without TVA, is set in EUR/USD/MDL(as the case), and amounts: __________ (____________).
3.3. The payment for the Goods/Services delivered shall be made in EUR/USD/MDL (as the case).
3.4. The method and terms of payment by the Supplier shall be:
a) Payment for the Goods delivered and Services provided under this Contract will be made after the fulfillment of the delivery and acceptance conditions for the Goods/Services as per Chapter 4 of this Contract, based on the Final Acceptance Report of the solution, signed by the representatives of both Parties, and the invoice submitted by the Supplier/Service Provider, within 15 working days from the date the documents are received and accepted by the Buyer.
Man-hours for any other new functionalities/capabilities outside the requirements specified in the Specifications Document, up to a volume of 50 man-hours, will be used as needed, upon the Buyer’s request, during the installation and configuration period of the IT solution, and will be recorded and reflected in the Final Acceptance Report of the solution based on the actual volume used.
b) The payments will be made via bank transfer on the account of the Supplier indicated in this Contract.
c) The Supplier, being a non-resident of the Republic of Moldova, will be liable for all fees / taxes applicable in his own country, including those withheld to the payment source, related to the Goods delivered/Services provided under this Contract. If the income tax on the payment source is to be withheld under Republic of Moldova tax legislation, the withholding of tax will be made when the Buyer pays the invoice.
d) The payment date is the date on which the Buyer authorizes the payment order (SWIFT) for the transfer of funds to the Supplier;
e) The Supplier is obligated to correctly prepare the invoice, indicating all its identifying elements and accurate banking details, including those of the Buyer
f) The issuance of the documents listed in p. 2.2 with wrong elements and/or mathematical errors identified by the Buyer, following their receipt, entails the obligation of the Supplier to cancel them and send new documents.

4. Receipt-delivery conditions
4.1. The Goods and Services shall be deemed to have been delivered and provided by the Supplier and received by the Buyer if:
a) the quantity of the Goods/Services corresponds to the information indicated in the List of Goods/Services and the delivery schedule and accompanying documents according to point 2.2 of this Contract;
b) the quality of the Goods/Services corresponds to the information indicated in the Specification;
c) the packaging and integrity of the Goods correspond to the information indicated in the Specification.
4.2. The Supplier is required to submit to the Buyer the original invoice, upon delivery of the Goods/provision of the Services, for payment. In the event of Supplier’s non-compliance with this clause, the Buyer reserves the right to extend the payment term specified in point 3.4 with the number of days of delay resulted from the non-compliance and to be exempted from paying the penalty set out in point 10.4.
5. Standards
5.1. The Goods delivered/Services provided under the Contract shall comply with the standards presented by the Supplier in its technical proposal.
5.2. Where no applicable standard or regulation is mentioned, the standards or other regulations authorized in the country of origin of the Goods/Services shall be observed.
6. [bookmark: _Hlk162343053]Obligations of the Parties
6.1.	Under this Contract, Supplier undertakes:
a) to deliver Goods and provide the Services under the terms of this Contract;
b) to notify the Buyer after signing of this Contract, within 5 days, by telephone/fax or electronic means, of the availability of delivery of the Goods/ provision of Services;
c) to ensure appropriate conditions for receiving the Goods/Services by the Buyer, within the deadlines established in accordance with the requirements of this Contract;
d) to ensure appropriate conditions for receiving the Goods/Services by the Buyer, within the terms established in accordance with the requirements of this Contract.
6.2.	Under this Contract, Buyer undertakes:
a) to take all necessary measures to ensure receipt in due time of the delivered Goods/provided Services in accordance with the requirements of this Contract;
b) to ensure payment for the delivered Goods/provided Services complying with the arrangements and terms specified in this Contract.

7. Circumstances justifying non-performance of the Contract
7.1. The Parties shall be exempted from liability for the partial or total non-performance of the obligations under this Contract, if this is caused by the occurrence of circumstances justifying non-performance of the Contract (wars, natural calamities: fires, floods, earthquakes, as well as other circumstances beyond the control of the Parties).
7.2. The Party invoking the clause of circumstances justifying non-performance of the Contract is obliged to immediately inform (but no later than 10 days) the other Party of the occurrence of circumstances justifying non-performance of the Contract.
7.3. The occurrence of circumstances justifying non-performance of the Contract, the time when such circumstances set in and their duration should be confirmed by a certificate duly issued by the competent body in the country of the Party invoking such circumstances. 
7.4 In the event of circumstances justifying non-performance of the Contract, the Contract shall be amended by an additional agreement, including amendment of the terms of performance, in case of a subsequent performance of the Contract. When enforcing p.7.1 and 7.3, the Parties shall amend the Contract by an additional agreement, with respect to the partial or total non-performance of the Contract, including amendment of terms in case of suspension and subsequent performance of the Contract.

8. Contract termination
8.1. The Contract may be terminated by mutual agreement of the Parties.
8.2. The Contract may be unilaterally terminated by:
a) the Buyer, in the event of the Supplier's refusal to deliver the Goods/provider the Services under this Contract;
b) the Buyer, in case of Supplier’s non-compliance with the performance time limits set;
c) the Supplier, in the event the Buyer’s failure to meet the payment terms of the Goods/Services;
d) the Supplier or Buyer, in the event of failure by either Party to satisfy the claims submitted under this Contract.
8.3. The Buyer has the right to unilaterally terminate the Contract during its period of validity in one of the following situations:
a) the contractor was, at the time of award, in one of the situations that would have led to its exclusion from the award procedure according to art.19 of Law no.131/2015 on public procurement;
b) the Contract has been subject to a substantial amendment requiring a new public procurement procedure according to art.76 of Law no.131/2015 on public procurement; 
c) the Contract should not have been awarded to the contractor, in view of a serious breach of the obligations arising from Law no.131/2015 on public procurement and/or international treaties to which the Republic of Moldova is a party, which has been established by a decision of a national or, where appropriate, international court.
8.4. The Party initiating the termination of the Contract is obliged to notify the other Party, within 5 working days, of its intentions, by a reasoned letter.
8.5. The notified Party is obliged to respond within 5 working days of receipt of the notification. If the dispute is not settled within the time limits set, the initiating Party shall initiate the termination.
9. Complaints 
9.1. Complaints regarding the quantity of Goods/Services delivered shall be submitted to the Supplier at the time of their receipt, being confirmed by a document drawn up jointly with the Supplier's representative.
9.2. Claims regarding the quality of the Goods/Services delivered shall be submitted to the Supplier within 5 days of the detection of quality deficiencies and should be confirmed by a certificate issued by an independent neutral organization authorized for this purpose.
9.3. The Supplier is obliged to examine the submitted claims within 5 days from the date of their receipt and to inform the Buyer of the decision taken.
9.4. In case of acknowledgement of claims, the Supplier is obliged, within 5 days, to deliver to the Buyer, in addition, the undelivered quantity/volume of Goods/Services, and in case of finding of inadequate quality - to substitute or correct them in accordance with the requirements of the Contract.
9.5. The Supplier shall be liable for the quality of the Goods/Services within the established limits, including for hidden defects.
9.6. In case of deviation from the quality confirmed by the quality certificate issued by the independent neutral or authorized organization for this purpose, the costs for stoppage or delay shall be borne by the liable Party.
10. [bookmark: _Hlk162344948]Sanctions
[bookmark: _Hlk162345180]10.1. The form of performance guarantee of the Contract agreed by the Buyer is issued as bank letter or bank transfer, amounting to 5% of the value of the Contract. 
10.2. For the refusal to deliver the Goods/provide the Services specified in this Contract, the performance guarantee of the contract will be forfeited, if it has been established in accordance with point 10.1., otherwise the Supplier shall bear a penalty of 5% of the total amount of the Contract.
10.3. For late delivery of the Goods/provision of the Services, the Supplier shall be liable to pay an indemnityof 0,1% of the amount of the undelivered Goods/Services for each day of delay but no more than 5% of the total amount of this Contract. If the delay exceeds 5 days, the Supplier provides the Buyer with a written explanation. If the Buyer agrees, the Supplier shall extend the period of validity of the performance guarantee, otherwise it shall be deemed to be a refusal to deliver the Goods and provide the Services under this Contract, and the Supplier’s contract performance guarantee shall be forfeited, if it has been established in accordance with the point.10.1.
10.4. For late payment, the Buyer shall be liable to pay an indemnity of 0,1% of the amount of unpaid Goods/Services for each day of delay but no more than 5% of the total amount of this Contract.
10.5. The first working day following the delivery/performance deadline, as well as for payment, shall be considered a working day of delay.
10.6. The amount of the penalty applied and to be paid by the Supplier under this Contract may be deducted (retained) by the Buyer from the amount of payment for the Goods delivered/Services provided.

11. Intellectual Property Rights
11.1. Supplier has the obligation to compensate Buyer for any:
a) complaints and legal actions resulting from infringement of intellectual property rights (patents, names, trademarks, etc.) relating to the equipment, materials, plant or equipment used for or in connection with the purchased products; and
b) related damages, costs, fees and expenses of any kind, unless such breach results from compliance with the Buyer's Tender specification.

12. Final provisions
12.1. The disputes that may arise under this Contract shall be resolved amicably by the Parties. Otherwise, these shall be submitted for examination to the competent court under the legislation of the Republic of Moldova.
12.2. The contracting Parties have the right, during the Contract implementation, to agree on the Contract clauses amendment, by addendum, only in case of circumstances that affect their legitimate commercial interests and that could not be foreseen at the Contract conclusion. The amendments and additions to this Contract shall be valid only if they were made in writing and signed by both Parties. 
12.3. Neither Party has the right to transfer its obligations and rights under this Contract to third party without written consent of the other Party. 
12.4. If signed electronically by both Parties, the Contract shall be automatically delivered by electronic means, but if signed by a handwritten signature, the Contract shall be drawn up in two copies in Romanian and English, one copy for the Supplier and one copy for the Buyer. 
12.5. This Contract shall be deemed to have been concluded on the date of signature and shall enter into force on the date.
12.6. This Contract is valid until all contractual obligations are fulfilled.
12.7. This Contract represents the agreement of the Parties and shall be deemed to have been signed on the date of the last signature by one of the Parties.
12.8. To confirm the above, the Parties have signed this Contract in accordance with the laws of the Republic of Moldova.

SPECIAL CONDITIONS OF THE CONTRACT
(WHERE APPLICABLE)
Completion at the Chapter 1. Object of the Contract

[bookmark: _Hlk162284641]Completion at the Chapter 2. Terms and Conditions for delivery
1.1.1 It is acceptable for the project activities to be carried at the Supplier’s premises only if it is not necessary to involve the Buyer personnel and this doesn’t diminish the quality of the deliverables covered by this Contract.
1.1.2 Delivery of goods and/or services shall be made by the Supplier within the deadlines of the project plan (Annex 3) and shall be calculated from the effective date of this Contract. After the entry into force of this Contract, the Buyer shall submit a written notification to the Supplier, indicating the effective date of the Contract.
2.3.1   The originals of the documents specified in point 2.2 lit. a) and b) shall be presented to the Buyer at the time of delivery of the Goods (licenses) at the Buyer’s premises. The delivery is considered completed upon fulfillment of the delivery and acceptance conditions of the Goods as per Chapter 4 of this Contract, including the presentation and signing of the document referred to in point 2.2 lit. c).
2.4 If throughout the contract the Supplier or the Buyer does not comply, for reasons not dependent on the Parties, the project plan, it has the obligation to notify the other Party about the non-compliance in a timely manner. Change date/periods of delivery and/or performance undertaken in the project plan (Annex 2) shall be agreed by the Parties, within the tolerance limits set for the project (the tolerance for the project is set at 30 working days).
2.6 If the Buyer wants additional services / deliverables against those specified in this Contract to be delivered, the Buyer may place orders for services within the limit of reserved 300 man-hours specified in the Annex 1 of this Contract. For launching an order the Buyer shall send the Supplier a change request specifying the nature and quantity of the services requested. Since receipt of the change request  the Supplier shall have a maximum of 10 working days to deliver estimating effort and time required to perform the services requested. The Buyer can confirm the change request by ordering the service or cancel the request.
2.7 The Supplier shall state that its staff and any subcontractors’ staff have training, experience and qualifications required for the performance of services offered by this Contract and have all possible approvals/permits/documents (including legal ones) in order to provide services covered by this Contract.
2.8 In case the Supplier’s staff or any subcontractors’ staff that was allocated to this project is no longer available for plausible reasons (e.g., due to illness), this may be replaced by a person with with at least the same criteria of experience and professional competence established in the procurement documentation, only with prior written consent of the Buyer.
2.9 The Buyer reserves the right to request a change of team member of the Supplier or its subcontractors if such member does not comply with the quality required for the services described in the Contract. Insufficient quality/training shall be documented in the form of records to be attached to the request.
2.10 Within 5 working days, the Supplier shall provide a candidate with experience and qualifications in accordance with the Tender Document

Completion at the Chapter 4. Delivery and acceptance terms
4.1. The Goods and Services are considered delivered and provided by the Supplier and accepted by the Buyer if:
c) the installation and configuration activities, training, and knowledge transfer for the designated Buyer team have been completed, as well as the testing of the solution according to the criteria established in the Specifications Document (Annex no. 5).
4.3. The reception and quality of Goods and Services is attested by the signing the Final Acceptance Report of the Solution, if the deliverables proposed for acceptance meet the quality criteria approved in accordance with the requirements of the Specifications Document (Annex no. 5).
4.4. Dates for presentation of the completed version of the deliverables by the Supplier as well as the time tolerances for each deliverable are indicated in the Project Plan approved by the Parties (Annex 2).
4.5. Upon completion of a deliverable or set of deliverables, the Supplier shall deliver to the Buyer an electronic copy thereof for acceptance, together with the Act of Acceptance for signature by the Buyer.
4.6. The Buyer shall review the deliverable/set of deliverables or shall send electronically to the Supplier comments/proposals for amendment of deliverables that would make them acceptable, within 5 working days of the date of delivery, if the Parties do not agree otherwise. The Supplier shall review and consider the comments/proposals for amendment of the deliverables submitted by the Buyer and deliver to the Buyer the modified version within 5 working days from the receipt thereof, unless the Parties agreed otherwise.
4.7. The process of coordination and acceptance of deliverables shall have a reasonable number of iterations, until their final acceptance by Buyer. However, there may be no more than 3 acceptance procedures. If after three consecutive procedures for acceptance, unless otherwise agreed by the Parties, Buyer still has objections based on the quality / quantity of goods / services, it is considered that the Seller has not met the obligations and the quality level to which references this Contract. In this case the Buyer has the right to apply the measures / sanctions stipulated in this contract in Chapters 8 and/or 10.
4.8. If the Buyer does not sign the Act of Acceptance of of the solution / deliverable, within 5 working days or other period as agreed by the Parties, from the date of delivery or does not send any comments / proposals for amendment of deliverables that would make them acceptable, in electronic format, the Supplier shall be entitled to consider that the deliverable / set of deliverables is tacitly accepted. Accordingly, the Buyer will be required to sign the Acceptance act and the Supplier shall be entitled to issue the relevant invoice (if applicable) and the Buyer will be required to pay the price of services invoiced according with item 3.4. (d) of this Contract.
4.9. Approval of all deliverables under this Contract by signing the relevant Final Act of acceptance or their tacit acceptance cause the successful supply and delivery of services and of goods within the scope established by the Contract.
[bookmark: _Hlk162344932]
Completion at the Chapter 6. Obligations of the Parties
6.1 Under this Contract, Supplier undertakes:
e. to be responsible for the appropriate management of the project by applying a very clear methodological approach to the project management over the entire Service provision / Goods delivery process, in accordance with the Project plan agreed with Buyer. The Supplier is responsible for identifying and mobilizing the experts to carry out the activities foreseen in the project plan;
f. to start perform the Services on the effective date of the contract, mentioned in the notification of the Buyer about the entry into force of the Contract, under the condition that the Supplier is informed 5 working days before the effective date, unless a shorter term is agreed by the Parties;
g. to prepare and deliver to the Buyer all deliverables for implementation of Services and Goods specified in Annex no. 1 in accordance with the Project plan agreed with Buyer and with the quality standards set out in the Requirements and Project management plan;
h. to provide materials, tools, methodologies, equipment, and any other similar needs, either temporary or permanent, necessary to perform the Contract as far as the need to ensure them is provided in the Contract or may be inferred from Contract;
i. to ensure timely resolution of the identified problems related to its direct responsibility, according to the mechanism described in the Technical proposal;
j. to ensure the composition of the experts’ team in accordance with the tender submitted in the procurement procedure. The team members’ names, functions, roles and responsibilities within the project are shown in Annex 3. Availability of proposed team members shall be provided until the completion of delivery of implementation services. In case of a change a team member, this change shall be made after the coordination and written approval of the Buyer in accordance with the conditions specified in the Chapter 2 of this Contract. New nominees shall present evidence of compliance with at least the same criteria of experience and professional competence as of those they will replace;
k. is responsible both for the safety of all operations and methods used for providing services, as well as for the qualifications of the staff involved throughout the Contract;
l. has responsibility for each person involved in the performance of services under this Contract to comply with the Buyer’s policies of security, fire protection, safety at work, as they shall legally notified by the Buyer, along with any related legal requirements;
6.2 Under this Contract, Buyer undertakes:
c. to notify the Supplier in written form after the entry into force of this Contract, within 5 working days, by fax/email or registered letter, of the start date of this Contract;
d. to be responsible for all administrative and procedural aspects related to the launch, contracting and financial management of the project (including payments) related to the activities performed for project implementation;
e. to provide the Supplier any information/data/resources/equipment required for the project performance in the terms and conditions of this Contract;
f. to provide the necessary logistics (access to Buyer premises, workspace, internal communication means, etc.) to conduct the on-site work (at the location of the Buyer) and meetings, workshops and other events organized with the participation of the Buyer representatives according to the approved Project plan;
g. if necessary, in order to efficiently implement the project, the Buyer reserves the right to extend the testing phase, with a deadline with up to 20 working days and has the obligation to notify the Supplier with 5 working days before.

Completion at the Chapter 10. Sanctions
10.1.1. The warranty validity period shall exceed the planned date of final acceptance of the solution by at least 30 calendar days, including the time tolerances accepted according to the project plan.
10.1.2. The performance guarantee of the contract shall be returned by the Buyer within 10 working days from the fulfilment of one of the following conditions, depending on which will be met first:
a) Expiration of the validity period;
b) Signing the Act of final acceptance of the solution and presentation of the Performance Guarantee indicated in item 10.1.1. (b).
10.1.3. The Buyer shall have the right to use the performance guarantee to ensure the Contract execution, if the Supplier fails to fulfil its obligations under this Contract. Prior to issue a claim on the performance guarantee, the Buyer shall notify the Supplier, specifying the obligations that were not met and also giving a reasonable term for the performance and resolving the nonconformities, the term shall not be less than 10 calendar days from the receipt of notification. The use of the performance guarantee of the contract shall be made only if the Supplier has failed to fulfil its obligations and has not remedied the nonconformities in due time.
10.3.1. If the Supplier will be late in performing the tasks related to the deliverables specified in Annex no. 1 and the presentation of the respective deliverables, both in the form of a project and a final one, beyond the deadlines foreseen in The Project Plan agreed by the Parties, including the time tolerances agreed therein, the Supplier will bear and pay to the Buyer a penalty of 0,1% of the value of the tasks not executed in due time for each delayed working day, but no more than 5% of the total amount of this Contract. If the delay exceeds 30 working days, it is considered as a refusal to deliver the Goods and/or provide the Services specified in the present Contract and the performance guarantee for the Contract will be retained from Supplier

[bookmark: _Hlk162351660]Chapter 14. Definitions
In this Contract following terms are to be interpreted as follows: 
a) contract – the agreement reached between the Buyer and the Supplier, as formulated in this document, signed by the Parties, with all the annexes and additional documents incorporated and which are an integral part of it;
b) contract price – the price payable to the Supplier by the Buyer, under the contract, for the appropriate and full execution of all obligations under the contract;
c) goods and services – all the goods and services listed in Annex no. 1 to this Contract, performed by Supplier in order to fulfill the obligations laid upon them by this Contract;
d) license – legal instrument (usually in the form of contract) governing the use or distribution of a software;
e) project – totality of interdependent activities carried on by a Supplier and Buyer according to a well determined plan and within the limit of approved costs, in order to ensure achievement of objectives, as described in the Specifications (Annex no. 5), over a well determined period of time in accordance with the provisions of this contract;
f) deliverables – all documentation/ activities/ goods included in Annex/Annexes to this contract and that the Supplier has the obligation to supply to Buyer in accordance with the contract;
g) month – calendar month; year – 365/366 days;
h) The Specifications – the document representing Annex no. 5 of the contract, which includes determination of the objectives of the Services/Goods are delivered, by specifying, where applicable, the methods and resources to be used by the Supplier and the results to be achieved by him;
i) conflict of interests – any event influencing the ability of the Supplier to express a professional opinion objectively and impartially, or which prevent it, at any time, to give priority to the interests of the Buyer or general public interest of the project, any reason in connection with possible contracts in the future or in conflict with other commitments, past or present, of the Supplier. These restrictions are also applicable to any subcontractors, employees and experts that operates under the authority and supervision of the Supplier;
j) day – the term of "day" or "days" or any reference to days shall mean calendar days unless otherwise indicated in the text of the Contract;
k) working day – day in which work may be performed in accordance with the legislation of the Republic of Moldova; fractions of working days can be cumulated for billing;
l) tolerance – the spare time period to the time limit which is allocated formally in order to mitigate/ eliminate impact of random factors on the extent of compliance with the project plan;
m) final acceptance of the solution at the end of the project- acceptance stage that takes place after the Go live phase and confirms:  that there are no tickets for defects with severity grade 3 or 4 (details in Annex no. 5), and the achievement of all project objectives in agreed parameters; 
n) bug - is a malfunction of the IT solution, caused by a programming error;
o) Man/hours for further developments and change requests - 300 man - hours for handling change requests requested by the Buyer during the implementation and warranty period, in accordance with a change management procedure agreed by the Parties;
p) standard maintenance and support offered by the manufacturer of licenses – is a component of the contract, for the first 12 months after activating the licenses, the cost of which is included in the license price and ensures: 
· upgrade version of installed software components;
· technical assistance services;
· amendment of anomalies arisen in the functioning of information products and of anomalies in the data records – proven to be caused by information product. 

Chapter 15. Confidentiality
15.1. All information provided by one Party to the other Party for the performance of this Contract shall be deemed to be confidential unless otherwise expressly established by the Party disclosing that the information provided is public.
15.2. Neither Party shall have the right to use or make public any confidential information relating to the services/goods provided/delivered, the activities of the other Party, received from the other Party or from other sources provided for in this Contract, except for information on which the other Party agrees in writing for disclosure.
15.3. Each Party assumes the responsibility that each person involved in the provision of the Services provided for in this Contract must comply with the following conditions for maintaining the confidentiality of information:
a. not disclose, transmit or use in the interest of any person other than the other Party or persons authorized by him, any confidential or material information that he or she will receive from the other Party, except for material or information previously in the records of that person or which may have been obtained before such disclosure, transmission or use from third parties or the public sector
b. comply with all policies or instructions given by the other Party with respect to ensuring the security of information, classification, use or disposal of any information with limited or confidential access by signing a commitment to comply with security requirements by each delegated representative of this Party;
c. not to use any information with limited or confidential access for personal gain.
15.4. Each Party is obliged to respect the confidentiality regarding the methodologies / tools / techniques applied by the other Party in the provision of the Services, except for the public ones.
15.5. The Parties will not disclose, publish and disseminate confidential information to anyone other than their own employees who need to know this information. If the involvement of a third party (consulting companies or subcontractors) is required, this will be done with the consent of the other Party and confidentiality agreements will be concluded before the authorization of any third party.
15.6. The Parties will limit access to such confidential information to their employees, officials and managers who need to know it, and will inform such persons of the obligations assumed by this Contract.
15.7.  Each Party shall keep in full security all storage media transmitted and containing information pertaining to the other Party, whatever their form of storage or registration.
15.8. Any loss or suspicion of loss of any document containing confidential information shall be notified immediately by the Party that detected the loss.
15.9. At the request of one of the Parties, the other Party is obliged to return to him all (storage) media containing confidential information, including any copy made after it, and any information on the media that cannot be destroyed will be deleted.
15.10 All obligations created by this chapter will continue after the change or termination of the business relationship between the Parties for an unlimited period
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Annex to the Contract

COMMITMENT TO COMPLY WITH THE PURCHASER'S SECURITY REQUIREMENTS

All Information provided by the Purchaser to the Supplier for the purpose of executing the Contract is considered confidential, unless explicitly stated by the Purchaser that the given information is public. Therefore, in order to fulfill the contractual obligations and ensure effective cooperation based on the Purchaser’s security principles and policies, the Supplier and its personnel will adhere to the principle of “everything that has not been expressly permitted is prohibited” and are required to comply with the following requirements:
1. To use the confidential information received solely for the purpose for which it was disclosed and not for any other purpose or without the prior written consent of the Purchaser.
2. To disclose this information only to its employees, representatives, or agents who must have access to the confidential information in order to perform their duties in accordance with the purpose of the disclosure by the Purchaser.
3. To inform the persons granted access to the confidential information about the confidential nature of the provided information, to enter into an agreement with these persons, and to present the Purchaser with a commitment to comply with the security requirements that will contain conditions identical to those established in this Annex to the Contract concluded between the Supplier and the Purchaser. The Supplier ensures that confidentiality and non-use obligations are strictly adhered to by the persons mentioned in this sub-point and assumes full responsibility for the actions or omissions of its employees, representatives, and agents.
4. To not disclose the received confidential information, except as provided in point 2 of this Annex, to any third party and not to allow third parties access to such information without the Purchaser's consent and through means other than those proposed by the Purchaser, unless required by law.
5. To not reproduce, publish, distribute, or summarize any confidential information received from the Purchaser for any purpose other than the one for which it was provided by the Purchaser.
6. Acknowledge and confirm that all existing and future intellectual property rights related to the confidential information received from the Purchaser are owned by the Purchaser, who is the exclusive holder of such rights.
7. To immediately return or destroy all copies (regardless of the form of reproduction or storage), including all tangible materials, recordings, notes, and all derivatives of the confidential information disclosed by the Purchaser upon the first fulfillment of the following conditions: a) upon termination of the contractual relationship; or b) at the Purchaser's request.
8. By way of exception to point 7 of this Annex, the Supplier may retain documents required by law, provided that such confidential information or copies thereof remain subject to an unlimited confidentiality obligation.
9. In case of a request for the communication of confidential information by any judicial, administrative, regulatory, or similar authority, or if the Supplier is required to disclose such information under the law, the Supplier will immediately inform the Purchaser of the conditions of this disclosure and will cooperate as much as possible with the Purchaser to fulfill the disclosure request and to maintain the confidentiality of the information to the fullest extent allowed by law.
10. To immediately inform the Purchaser in writing of any breach of the confidentiality obligation by any person to whom the confidential information was disclosed or of any other security incident related to information during or after the execution of the contract.
11. To act responsibly and prudently when accessing information and using informational resources, ensuring the integrity and availability of the information within the activities carried out.
12. To wear visible identification signs at the Purchaser's premises (such as badges).
13. To access only the spaces and areas for which access has been granted.
14. To not undertake any actions that may affect or facilitate the compromise of the physical and/or logical security of the Purchaser's Information System resources.
15. To maintain and properly use the IT equipment provided by the Purchaser, in order to ensure its integrity and availability.
16. Unless explicitly permitted, the use of IT equipment not owned by the Purchaser for managing the Purchaser's confidential information is prohibited.
17. To declare any IT equipment not owned by the Purchaser upon entering the Purchaser's premises, specifying its purpose and not to connect such equipment unauthorized to any of the Purchaser's informational resources.
18. To place IT equipment serviced and administered by third parties separately from the Purchaser's equipment.
19. To connect third-party equipment to the Purchaser's network only after obtaining the explicit consent of the Purchaser.
20. To implement appropriate means of prevention and detection of harmful software on computers/devices that have been accepted for connection to the Purchaser's network or used to handle data and information owned by the Purchaser.
21. It is prohibited to scan or use different systems and applications to scan or identify vulnerabilities in the Purchaser's network, except in cases when the object of the contract with the third party and the granting of access to the Purchaser's network were made for the purpose of carrying out the aforementioned activities.
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